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AMENDMENTS TO THE CLAIMS: 

This listing of claims will replace all prior versions and listings of claims in the 
application: 

1 . (Currently Amended) A predictive dialing dia lli ng system for a call center 
contro including a plurality of agent workstations, each agent workstation comprising: 

moans a display prompting system for producing signals effective to cause a 
display to display a script for prompting the agent in a telephone conversation with a 
telephone respondent; 

moans an entering system for entering information obtained from the telephone 
respondent in response to questions prompted by the script into the workstation; and 

m o ans a status signal production system for producing a series of status signals 
indicative of the progression of the agent through the script; 

the predictive dialing d iaWftq-svstem comprising: 

moans a storage system for storing statistical data regarding the connection of 
previous telephone calls; 

means a reception system for progressively receiving the series of status signals 
produced by each agent station; 

m o ans a prediction system for predicting from the statistical data and those of the 
series of status signals received at any time how many new calls should be dialed 
d i a lle d to enable agents, who have finished their previous call by the time each new call 
is answered by a respective telephone respondent, to take all the new calls; and 
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m e ans for a generation system , for generating signals effective to cause said 
new calls to be dialed dial l ed , 

2. (Currently Amended) A predictive dialing dia lli ng system according to 
claim 1 including a database system for storing telephone numbers to be called, and a 
cache for storing a selection of the stored telephone numbers, wherein when the 
pr e d i ct i ng m e ans prediction system predicts the number of new calls to be made, the 
appropriate number of telephone numbers are retrieved from the cache. 

3. (Currently Amended) A predictive dialing dia ll ing system according to 
o i thor of tho procod i ng cla i ms claim 1 wherein the statistical data comprises the 
percentage of successful telephone connections made out of the total number of calls 
over a predetermined period of time. 

4. (Currently Amended) A predictive dialing dia l l i ng system according to any- 
ono of tho procod i ng claims claim 1 wherein the statistical data comprises an indication 
of the number of calls in excess of the number of available agents which the system can 
tolerate. 

5. (Currently Amended) A predictive dialing dia ll ing system according to af>y- 
on e of th e pr e c e ding c l a i ms claim 1 wherein the statistical data includes the ratio of the 
nuisance call rate to the nuisance call rate target. 
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6. (Currently Amended) A predictive dialing d i a l l i ng system according to af*y- 
on o of tho procod i ng c l a i ms claim 1 in which said m e ans for pred i ct i ng prediction 
system is arranged to predict the number, N d iai, of calls I from the number \ of available 
agents currently not engaged on a call, the number R, A, G of agents who have 
currently reached predefined points within a script, the percentage S_ r of successful 
connections out of the total number of calls made in a predetermined time period, the 
percentage N r of succ e ssfu l connections out of the tota l number of ca ll s mado calls 
answered by a respondent but with no agent available to take the call measured over a 
predetermined time period, and the target percentage Nt of calls answered by a 
respondent but with no agent available to take the call ovor a prodotorm i nod timo 
period . 



7. (Currently Amended) A predictive dialing d ialli ng system according to 
claim 6 wherein 

_ T t al + /3R + X A + dG 

1N dial ~ A_i ~ _xt 

S r (0 + tan(^)) 
rV 2N t 



where I is the number of available agents currently not engaged on a call; 

R, A and G are the number of agents who have reached predetermined points in their 

respective scripts and have sent said status signals to the predictive dialing d i a lli ng 

system; 

a, p, X, 5 are constants; 
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S r is the percentage of successful connections out of the total number of calls made 
measured over a predetermined time period; 
0 is an adjustment constant; 

N r is the percentage of calls answered by a telephone respondent but with no agent 
available to take the call measured over a predetermined time period; and 
N t is the target percentage of calls answered by a telephone respondent but with no 
agent available to take the call. 

8. (Currently Amended) A predictive dialing d i a l l i ng system according to a«y- 
on e of th e pr e c e d i ng cla i ms claim 1 including m e ans an adjustment system for adjusting 
the parameters used by the m e ans for prod i oting prediction system . 

9. (Currently Amended) A predictive dialing d i al li ng system according to 
claim 8 including m o ans a user interface system for providing a user interface enabling 
display of the statistical performance of the system, and moans an enabling system for 
enabling a user to adjust said parameters. 

1 0. (Currently Amended) A predictive dialing d i a l ling system according to a*y- 
one of tho pr o c o d i ng c l a i ms claim 1 in which where the number of calls which are 
predicted is less than the calls which are currently being dialed dia ll ed , the system 
includes moans a cancellation system for cancelling some of the calls currently being 
dialed d i a ll ed . 
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1 1 . (Currently Amended) A predictive dialing d i a lli ng system according to af*y- 
one of the procod i ng c l aims claim 1 including moans a new script initiation system for 
sending a signal to a workstation effective to initiate the running of a new script at the 
workstation when the workstation has been allocated a new answered telephone call. 

12. (Currently Amended) A scripting system for use in an agent workstation in 
a call center contra , the workstation comprising: 

m e ans a system for receiving telephone calls; and 

a display moans ; 

the scripting system comprising: 

m e ans a display prompting system for providing signals effective to cause the 
display means to display a script for prompting an agent in a telephone call with a 
telephone respondent; 

moans a system for recording information obtained from the telephone 
respondent and sending signals representative of said information to a storage means; 

m e ans a status signal production system for producing a series of status signals 
representative of the progression of the agent through the script; and 

m e ans a system for progressively sending said series of status signals to a 
predictive dialing d i a lli ng system. 

13. (Currently Amended) A scripting system according to claim 12 including 
m e ans a reception system for receiving signals from the predictive dialing d i a lli ng 
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system effective to initiate the display of a new script synchronised with the receipt of a 
new telephone call. 

14. (Currently Amended) A predictive dialing dia ll ing method for a call center 
c e ntre including a plurality of agent workstations, each agent workstation performing the 
steps of: 

producing a signals effective to cause a display to display a script for prompting 
the agent in a telephone conversation with a telephone respondent; 

entering information obtained from the telephone respondent in response to 
questions prompted by the script into the workstation; and 

producing a series of status signals indicative of the progression of the agent 
through the script; 

the predictive dialing d i a ll ing method comprising: 

storing statistical data regarding the connection of previous telephone calls; 

progressively receiving the status signals produced by each agent station; 

predicting from the statistical data and those of the series of status signals which 
have been received at any time how many new calls should be dialed dia lle d to enable 
agents who have finished their previous call by the time each new call is answered by a 
telephone respondent to take all the new calls; and 

generating signals effective to cause said new calls to be dialed dia ll ed . 



Customer No. 22,852 
Attorney Docket No. 08364.0081 



1 5. (Currently Amended) A predictive dialing d i a lli ng method according to 
claim 14 43 including storing telephone numbers to be called in a database system, and 
storing a selection of the stored telephone numbers in a cache, wherein when the 
predicting means predicts the number of new calls to be made, the appropriate number 
of telephone numbers are retrieved from the cache. 

1 6. (Currently Amended) A predictive dialing d i a ll ing method according to 
claim 14 to 15 wherein the statistical data comprises the percentage of successful 
telephone connections made out of the total number of calls over a predetermined 
period of time. 

1 7. (Currently Amended) A predictive dialing dial l ing method according to afly- 
ono of claims 14 to 16 claim 14 wherein the statistical data comprises an indication of 
the number of calls in excess of the number of available agents which the system can 
tolerate. 

1 8. (Currently Amended) A predictive dialing dial l ing method according to any- 
on e of c l aims 14 to 17 claim 14 wherein the statistical data includes the ratio of the 
nuisance call rate to the nuisance call rate target. 
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1 9. (Currently Amended) A predictive dialing dia lli ng method according to any- 
on e of claims 14 to 18 claim 14 in which where the number of calls which are predicted 
is less than the calls which are currently being dialed d i a ll ed , cancelling some of the 
calls currently being dialed di alle d . 



20. (Currently Amended) A predictive dialing dia ll ing method according to afiy- 
ono of claims 1 A to 1 9 claim 1 4 in which said predicting step predicts the number, N d j a i, 
of calls from the number of available agents currently not engaged on a call, the number 
of R. A. G agents who have currently reached predefined points within a script, the 
percentage Sj of successful connections out of the total number of calls made in a 
predetermined time period, the percentage of succ e ssfu l connoct i ons out of th e tota l 
numb e r of ca ll s mad e calls answered by a respondent but with no agent available to 
take the call measured over a predetermined time period, and the target percentage Nt 
of calls answered bv a respondent with no agent available to take the call ov e r a 
prodotorminod t i mo per i od . 



21 . (Currently Amended) A predictive dialing dialling method according to 
claim 20 wherein 

al + /3R + X A + dG 

iN dial - ^ _kt 

S r (0 + tan( — '-)) 
rV V 2N, 



where I is the number of available agents currently not engaged on a call; 
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R, A and G are the number of agents who have reached predetermined points in their 
respective scripts and have sent said status signals to the predictive dialing d i a lli ng 
system; 

a, B, X, 5 are constants; 

S r is the percentage of successful connections out of the total number of calls made 
measured over a predetermined time period; 
0 is an adjustment constant; 

N r is the percentage of calls answered by a telephone respondent but with no agent 
available to take the call measured over a predetermined time period; and 
N t is the target percentage of calls answered by a telephone respondent but with no 
agent available to take the call. 

22. (Currently Amended) A predictive dialing dial li ng method according to any- 
ono of c l a i ms claim 14 te-24 including the step of sending a signal to a workstation 
effective to initiate the running of a new script at the workstation when the workstation 
has been allocated a new answered telephone call. 

23. (Currently Amended) A scripting method in an agent workstation in a call 
center c e ntr e, the workstation comprising: 

moans a reception system for receiving telephone calls; and 

a display m e ans arrangement ; 

the scripting method comprising the steps of: 
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providing signals effective to cause the display means to display a script for 
prompting an agent in a telephone call with a telephone respondent; 

recording information obtained from the telephone respondent and sending 
signals representative of said information to a storage moans store ; 

producing a series of status signals representative of the progression of the 
agent through the script; and 

progressively sending said status signals to a predictive dialing d i al l ing system. 

24. (Currently Amended) A scripting method according to claim 23 including 
the step of receiving signals from the predictive dialing d i a ll ing system effective to 
initiate the display of a new script synchronised with the receipt of a new telephone call. 

25. (Cancelled). 

26. (Cancelled). 

27. (Cancelled). 

28. (Cancelled). 

29. (New) A computer program product, tangibly embodied in a 
computer-readable medium, the computer program product comprising instructions 
operable to cause data processing apparatus to perform a predictive dialing method for 
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a call center associated with a plurality of agent workstations, wherein each agent 
workstation is configured to produce signals effective to cause a display to display a 
script for prompting the agent in a telephone conversation with a telephone respondent, 
enter information obtained from the telephone respondent in response to questions 
prompted by the script into the workstation, and produce a series of status signals 
indicative of the progression of the agent through the script, the predictive dialing 
method comprising: 

storing statistical data regarding the connection of previous telephone calls; 

progressively receiving the status signals produced by each agent station; 

predicting from the statistical data and those of the series of status signals which 
have been received at any time how many new calls should be dialed to enable agents 
who have finished their previous call by the time each new call is answered by a 
telephone respondent to take all the new calls; and 

generating signals effective to cause said new calls to be dialed. 

30. (New) A call center including a plurality of agent workstations, each agent 
workstation comprising: 

a display prompting system for producing signals effective to cause a display to 
display a script for prompting the agent in a telephone conversation with a telephone 
respondent; 

an entering system for entering information obtained from the telephone 
respondent in response to questions prompted by the script into the workstation; 
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a status signal production system for producing a series of status signals 
indicative of the progression of the agent through the script; and 
a predictive dialing system comprising: 

a storage system for storing statistical data regarding the connection of previous 
telephone calls; 

a reception system for progressively receiving the series of status signals 
produced by each agent station; 

a prediction system for predicting from the statistical data and those of the series 
of status signals received at any time how many new calls should be dialed to enable 
agents, who have finished their previous call by the time each new call is answered by a 
respective telephone respondent, to take all the new calls; and 

a generation system, for generating signals effective to cause said new calls to 
be dialed. 

31 . (New) In an agent workstation for use in a call center, the workstation 
comprising: 

a system for receiving telephone calls; 
a display, and 

a scripting system comprising: 

a display prompting system for providing signals effective to cause the display 
means to display a script for prompting an agent in a telephone call with a telephone 
respondent; 
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a system for recording information obtained from the telephone respondent and 
sending signals representative of said information to a storage means; 

a status signal production system for producing a series of status signals 
representative of the progression of the agent through the script; and 

a system for progressively sending said series of status signals to a predictive 
dialing system. 
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